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What are we going to talk about today

IT Service Management (ITSM)

Service Portfolio



IT Service Management - ITSM

● technology
● people
● processes/activities to

○ design
○ create
○ deliver
○ support 

services to customers

ITIL: a traditional way to do ITSM (30 years)



FitSM

FitSM: a new way of doing ITSM

● free & lightweight
● optimized for Federated Environments

○ managing interoperability
○ cooperation between different 

organizations to deliver services



 FitSM Process Model 

Continual Service 
Improvement

Releases & 
Deployments

Change 
Management

Configuration 
Management

Problem 
Management

Incidents & 
Requests

Information 
Security

Customer
Relationships

Supplier 
RelationshipsCapacityAvailability

& ContinuityReporting

Service
Portfolio

Service Level
Management



 FitSM Process Model 

Continual Service 
Improvement

Releases & 
Deployments

Change 
Management

Configuration 
Management

Problem 
Management

Incidents & 
Requests

Information 
Security

Customer
Relationships

Supplier 
RelationshipsCapacityAvailability

& ContinuityReporting

Service
Portfolio

Service Level
Management

 T
A

C
TI

C
A

L
O

P
E

R
AT

IO
N

A
L



 FitSM Process Model 

Continual Service 
Improvement

Releases & 
Deployments

Change 
Management

Configuration 
Management

Problem 
Management

Incidents & 
Requests

Information 
Security

Customer
Relationships

Supplier 
RelationshipsCapacityAvailability

& ContinuityReporting

Service
Portfolio

Service Level
Management

 T
A

C
TI

C
A

L
O

P
E

R
AT

IO
N

A
L

MOST STRATEGIC



Focus on Service Portfolio 

Service
Portfolio

☝ 



Service Portfolio

● Internal list/tool used by Service Providers
● Details on all services

○ service in preparation
○ live services
○ discontinued services

● basis for the service catalogue

Internal Service Portfolio Published Service Catalogue

Customer

✅ live service B

✅ live service A

📐 planned service X …

    deprecated service Z

✅ live service A

✅ live service B



Service Portfolio Management With AGORA

Internal tool used by Service Providers to Manage a Service Portfolio

Internal Service Portfolio

External Service Catalogs

Management UI API



AGORA - List of Services



AGORA Details of a service



Anatomy of Service Description Information

Based on 
EOSC Profiles
specification

V4.0
common data models 

for EOSC entities 
(Providers, Resources, etc) 

and related taxonomies

BASIC id · name · providers · website

MARKETING description · taglines · multimedia · use-cases

CLASSIFICATION domain · category · target-users · tags

MANAGEMENT terms · policies · helpdesk · monitoring · training · documentation

GEOGRAPHICAL & 
LANGUAGE AVAILABILITY

LOCATION

CONTACT public · owner · security-officer · helpdesk

MATURITY version · technology readiness level · certifications · standards

DEPENDENCIES required resources · related platforms ·  related resources

ATTRIBUTION funding body · funding program · grant

ACCESS & ORDER order type · order page

FINANCIAL payment model · pricing

https://eosc-portal.eu/pr
oviders-documentation/eos
c-resource-profile

https://eosc-portal.eu/providers-documentation/eosc-resource-profile


Anatomy of Service Description Information



Publish service to NI4OS catalog

One Button publish



Publish service to EOSC Marketplace

One Button publish



to Recap

Importance of Service Management 
technology → people → processes

Importance of Service Portfolio
Service Portfolio → Service Catalog → User

Central point of reference for all services
Internal & External
Communication/coordination



Any Questions?

Kostas Kagkelidis 

email: kaggis@admin.grnet.gr


